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Effective policy frameworks are essential when developing e-government projects. Participatory e­
government practices that facilitate civic engagement depend upon a combination of direct and indirect 
information and communication technology ( JCT) policies. Direct policies focus on infrastructure de­
velopment and enhancing citizens' JCT adoption and use. Indirectly, JCTs can be used to support policy 
processes through, for example, information dissemination and the provision of spaces for deliberation. 
This chapter examines Australian e-government initiatives, suggesting that local governments provide 
a useful context for online civic participation and engagement. However, local initiatives are often de­
veloped on an ad hoc basis and are largely limited to the provision of one-way information and service 
delivery features. Conversely,federal documentation addresses both direct and indirect JCT policy areas 
and stresses the value of online civic participation. Yet, there is a significant disconnection between 
federal ideals of engagement and the actual implementation of two-way participatory practices, with 
service delivery mechanisms again prioritised. This chapter suggests that greater online civic engage­
ment may be achieved through a policy approach that combines national guidance and resources with 
local knowledge, while using policies to support JCTs and JCTs to support policy processes. 
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INTRODUCTION 
Information and communication technologies 
(ICTs) offer authorities the chance to develop the 
democratic quality of representative government 
through the provision of new avenues for civic 
participation in decision-making. Large-scale 
infrastructure improvements such as the Austra­
lian Federal Government's National Broadband 
Network (NBN) provide the frameworks for in­
creased online interaction and are promoted as 
enhancing electronic government. It is intended 
that this Australian development will enable on­
line engagement through opportunities for greater 
public involvement in policy and service delivery 
(Department of Broadband, Communications and 
the Digital Economy (DBCDE), 2011 ). A key aim 
of the Australian Federal Government's National 
Digital Economy Strategy is to have four out of 
five Australians engaging with governments on­
line by the year 2020, with digitally aware state 
and local authorities driving this engagement 
(DBCDE, 2011). The Federal Government also 
recognises that advancing online participation 
requires action by and coordination thr(?ugh all 
levels of government (DBCDE, 2011). In addition 
to the provision of improved infrastructure, such a 
goal will require broad guidance and support for 
authorities implementing online practices. While 
the networked technology of the Internet allows 
for open-ended communication, the democratic 
quality of online mechanisms depends upon gov­
ernment application of the technology ( see Catinat 
& Vedel, 2000), and the policies used to guide 
efforts undertaken. 
The implementation of online spaces for citizen 
engagement by local, state and federal authorities 
calls for strong policy guidance, particularly to 
ensure equity of technology application throughout 
the country. A combination of direct and indirect 
policies facilitates civic access to ICTs, the devel­
opment of appropriate digital skills, the provision 
of relevant content to which citizens can contribute, 
and helps to ensure that citizens' online political 
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participation impacts decision-making processes 
(see Cohen, van Geenhuizen, & Nijkamp, 2005). 
Such considerable goals require resource and 
knowledge coordination between the different 
levels of government to optimise the develop­
ment and use of the policies and practices em­
ployed. National-level governments can provide 
appropriate guidelines to create and implement 
e-government practices and fund infrastructure
improvements. In contrast, local knowledge about
an area's requirements and citizens' needs can be
utilised by national governments to offer effective,
appropriate and integrated policy approaches to
ICT infrastructure development. Local govern­
ments also provide a useful context for digital skill
development programs and targeted participatory
e-government, particularly as municipalities oc­
cupy the spaces where the effects of state and
national initiatives materialise and as increased
civic interest in everyday local issues encourages
active involvement (Margolis & Moreno-Riafio,
2009; Bradford, 2008). This chapter suggests that
a cohesive policy approach is needed to offer long­
term, sustainable frameworks for participatory
e-government development.
This chapter focuses on e-government in Aus­
tralia, highlighting the impact of national policies 
and initiatives on the development of local online 
participation methods. Australia has a three-tiered 
level of representative government that works 
within a parliamentary system of democracy. There 
are 562 local governments, with broad diversity in 
population and geographic sizes. Australian local 
governments have limited authority, with their 
responsibilities largely restricted to day-to-day 
services including: household waste collection; 
the provision and maintenance of parkland, play 
equipment, local libraries and community centres; 
local road developments; and town planning. State 
governments are responsible for education and 
policing, which often fall under the responsibility 
of local governments in other countries. Local 
e-government in Australia is currently advancing
autonomously from federal guidance, with ad hoc
Evolving Local E-Government 
ICT applications frequently implemented without 
guiding policy documentation. The result has 
been a broad focus on one-way information dis­
semination and service delivery online, with many 
local authorities overlooking the potential use of 
ICTs as platforms for two-way civic involvement 
in policy processes and to aid civic connection 
with representatives. This chapter suggests that a 
cohesive policy approach with greater coordina­
tion between federal and local governments would 
facilitate the steady evolution oflocal participatory 
e-government practices, which offer contexts for
civic discussions and engagement with govern­
ment. First, however, this chapter outlines the
importance of local e-government, and suggests
how policies can be framed to facilitate participa­
tory online practices.
BACKGROUND 
ICTs and Australian 
Local Government 
While local government structures and processes 
are frequently reformed and vary between coun­
tries, local governments traditionally have been 
responsible for a range of tasks. These tasks can 
be categorised within three broad, complementary 
roles: local democracy, public policy-making, and 
direct service delivery (Pratchett, 1999; O'Toole, 
2009). In terms of local democracy, Pratchett 
( 1999) recognises that, as the closest democratic 
institution to citizens, it is the responsibility oflocal 
governments to engender and enhance democratic 
practices and consciousness. As the majority of 
citizen transactions with government take place 
at the local level (Shackleton, 201 O; Shackleton, 
Fisher, & Dawson, 2005), strengthening local 
democratic structures and providing new methods 
for participation may improve civic satisfaction 
with the political system. In terms of public policy­
making, local governments are required to provide 
forums for resolution of territorial, economic and 
social conflicts, offer community leadership, 
pursue community wide goals, and develop (and 
ensure achievement of) strategic visions for their 
locality, such as sustainable development programs 
(Pratchett, 1999). Service delivery, such as public 
transport, aged care, and household waste collec­
tion, has traditionally been seen as the primary 
role of authorities and remains important in the 
organisational structure of local governments 
(Pratchett, 1999). If employed successfully, ICTs 
can be used to address and advance all three roles 
to help local authorities govern more effectively. 
Traditional service tasks often provide the basis 
for local e-government development as offering 
electronic services brings several advantages for 
local authorities (O'Toole, 2009). A large propor­
tion of local government operations depend upon 
the collection, processing and use of information. 
Digital networked technologies provide avenues 
for more efficient and effective data handling and 
improved organisational performance, generating 
financial savings for the government in the long­
term by, for example, minimising the number 
of staff hours necessary for customer services 
practices (see Beynon-Davies & Martin, 2004; 
Silcock, 2001 ). With growing population levels, 
!CT-enabled service delivery methods help gov­
ernment bodies cope with increasing demand. This
is an important development for several Australian
local governments with populations larger than a
small state or territory of Australia. For example,
in the State of Queensland, Brisbane and Gold
Coast City Councils both have greater populations
than the State of Tasmania, the Northern Terri­
tory, or the Australian Capital Territory (ACT).
With over one million residents (and only 27 local
government councillors), Brisbane City Council's
population is closer to the combined populations
of Tasmania, the Northern Territory and the ACT
(Australian Bureau of St�tistics (ABS), 2010a;
201 Ob). Electronic service deli very methods help
local governments like Brisbane manage high
demand, and the time saved through electronic
service delivery can theoretically be re-focused
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towards the government's other roles of fostering 
local democracy and public policy-making. 
Services alone is no longer an adequate role 
for local governments (Pratchett, 1999; Kolsa­
ker, 2005) as councils are increasingly under 
pressure to modernise their structures through 
ICTs (O'Toole, 2009). If ICTs are to be used 
to strengthen local government operations by 
addressing public policy-making and local de­
mocracy, opportunities for two-way online civic 
consultation through, for example, discussion 
boards, chat facilities, or wikis should be offered 
in addition to online services. This point has been 
recognised by select Australian local governments 
including the Brisbane City Council, which pro­
vides online discussion forums to encourage ci vie 
contributions to current consultations and utilises 
social media including Twitter, Facebook, and 
You Tube to further engage with citizens ( see www. 
brisbane.qld.gov.au). Darebin City Council in the 
State of Victoria trialled an e-forum to facilitate 
greater civic involvement in decision-making and 
increased government transparency and account­
ability (see Walsh, 2009). Such forms of direct 
civic participation in policy processes utilise 
networked digital communications to reinforce the 
connection between citizens and their government, 
thereby strengthening local democracy through 
more open public policy-making. 
Examples like Brisbane and Darebin, where 
the local governments are undertaking online 
efforts to develop public policy-making and_
local democracy, are scarce. Instead, informa­
tion dissemination and service delivery remain 
the primary focus of local government ICT use 
(see O'Toole, 2009; Shackleton, 2010). This is 
a common situation for local governments, with 
online service delivery often prioritised over civic 
participation and engagement in other countries 
(see, for example, Jimenez, Mossberger, & Wu, 
2012). There are currently no binding obligations 
for Australian local governments to develop their 
online practices to facilitate citizen participation 
and engagement, but councils are increasingly 
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under internal and external pressures to do so 
(Shackleton, 2010). Compounded with these pres­
sures, variations between councils in resources, 
knowledge and community demands have led to 
ad hoc e-government developments with diverse 
practices. This situation has created an often 
'confused' approach to e-government develop­
ment amongst Australian local governments 
(Shackleton, 2010). 
The large geographic, demographic, and 
population diversity of Australian local govern­
ments make it difficult for many authorities to 
implement online participatory practices, and for 
citizens to use e-government mechanisms. Many 
local authorities struggle to develop and imple­
ment e-government practices due to, for example, 
insufficiently skilled staff or lack of funding (see 
Cohen et al., 2005; King, 2007; Norris, 2007). 
In stark contrast to Brisbane City Council, the 
50,000 square kilometre Shire of Murchison to 
the north-east of Geraldton in Western Australia 
has six councillors representing a population of 
112 (ABS, 2010b), equating to one representa­
tive for approximately every nineteen citizens. 
This small population suggests that the council 
would have limited financial resources available 
for e-government development. Conversely, resi­
dents of some local governments, particularly in 
rural and remote areas, do not have the Internet 
infrastructure necessary to access online govern­
ment information and services (Eardley, Bruce, 
& Goggin, 2009). Australia has the largest local 
government area in the world, the Shire of East 
Pilbara (also in Western Australia), which spans 
more than 370,000 square kilometres and is home 
to just over 8,000 people. In this instance, citizens 
sparsely populating the remote desert regions of 
the municipality have limited Internet service 
availability and a lack of affordable access (see 
Eardley et al., 2009). In cases like these, local 
governments are unlikely to possess sufficient 
resources to ensure civic access to the Internet 
and to develop participatory e-government prac:..
tices. Improvements to infrastructure availability 
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often depend on national coordination in order 
to ensure equity of access for citizens. Planned 
developments under the Federal Government's 
NBN (scheduled for completion in 2020) should 
eventually aid civic access to ICTs in rural and 
remote regions. Here, additional guidance and 
support from the Federal Government would be 
useful to facilitate civic adoption of ICTs, and to 
aid local authorities in the development of online 
content and applications. 
An integrated relationship between national 
governments and local authorities in the de­
velopment and use of ICTs for participatory e­
government necessitates strong policy frameworks 
(see Goggin, 2003; Jaeger & Thompson, 2003). 
Place-based policies enable local priorities to fall 
within national objectives (Bradford, 2008), and 
local knowledge can be used to effectively shape 
the outcomes of national policies (Wilson, Corn­
ford, Baines, & Mawson, 2011 ). The importance 
of local governments in such a policy relationship 
should not be overlooked. Localities act as the pri­
mary setting for policy implementation (Chanan, 
1997), with the manifestation of policies varying 
from place to place. Local governments possess 
the knowledge necessary to ensure national de­
velopments are the most appropriate for particular 
areas·and citizens' needs, and are well positioned 
to administer programs addressing citizens' digital 
skill limitations. For example, local governments 
are able to take into consideration socio-economic 
di visions or infrastructure requirements that affect 
their locality, more effectively developing poli­
cies and practices to suit their citizens than larger 
scale ·government bodies (see Bradford, 2008). 
A local lens is therefore necessary for national 
policies to adequately consider spatial impacts 
and to maximise the benefits of policy outcomes 
for specific groups of citizens by, for example, 
ensuring social inclusion (Bradford, 2008; see 
also Goggin, 2003 ). 
Additionally, online discourse and delibera­
tion is more manageable on a smaller scale than 
that which takes place at state or national levels 
(see Jimenez et al., 2012). Using a municipality 
as a focus and foundation for online deliberation 
may encourage more participants in discussions 
through an increased interest in local issues, such 
as development proposals, rates, and council 
elections (Margolis & Moreno-Riaiio, 2009). In 
this regard, utilising globally networked com­
munication technologies is a way to help reassert 
the importance of specific locales, reinforcing the 
position of local governments as key providers of 
information and areas for discussion and decision­
making (Tambini, 1999). In other words, policies 
that focus on local online participation improve 
the likelihood of citizen involvement in the issues 
and decision-making processes of direct relevance 
to citizens and their communities, which helps to 
provide a connection to government and enhance 
local democracy. These observations highlight the 
important place occupied by local governments 
in the facilitation of opportunities for digital en­
gagement. The following section suggests how 
ICT policies can be framed to facilitate greater 
online civic participation in public policy-making. 
ICT Policies to Facilitate 
Participatory E-Government 
Government policies shape civic capacity to 
participate in politics and the subsequent influ­
ence of civic participation on policy decisions 
(Coleman & Blumler, 2009). Horrocks (2009) 
highlights the significance of the relationship 
between e-government and policy. He suggests 
that e-government underpins a broad range of 
policy domains as it offers "both the technical 
platform and conceptual rationale for ongoing 
and widespread institutional and cultural change 
in government and public services" (Horrocks, 
2009, p. 123). Government ICT use requires 
policy frameworks that ensure democratic applica­
tion of technology (see Catinat & Vedel, 2000). 
E-government policies help to provide contexts
for civic participation, facilitate equity of civic
capacity to access and contribute to these contexts,
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and ensure that civic contributions are considered 
in decision-making processes. Such broad goals 
are achieved through a combination of direct and 
indirect ICT policies (Cohen et al., 2005). Direct 
policies support ICT access and adoption, while 
indirect policies are concerned with the broader 
use of ICTs in government operations. 
Cohen, van Geenhuizen, and Nijkamp (2005) 
analyse the experience of Dutch cities and suggest 
that local areas provide a key context for both direct 
and indirect !CT-related policies. Direct policies, 
in which the final goal relates specifically to ICTs, 
fall within two categories: policies that focus on 
infrastructure development, and policies that are 
intended to help enhance adoption and use of new 
technologies. Local governments are aware of the 
available infrastructure in their region and are in 
the best position to identify areas for development, 
particularly to cater for growing populations. Addi­
tionally, local governments have greater familiarity 
with the traditional participation methods used by 
their citizens and understand key issues pertaining 
to their locality that may limit ICT use, such as 
age, education levels, linguistic background and 
socio-economic status. This knowledge can be 
considered when developing policies to enhance 
ICT infrastructure and implementing adoption 
programs. Examples of direct, local ICT policies 
include requiring housing estate developers to 
install the appropriate infrastructure to support 
broadband Internet during construction, and the 
provision of free access terminals and educational 
programs in local libraries. 
Governments also have indirect ICT policies 
that do not specifically have I CT-related goals, but 
instead use ICTs to achieve other defined goals 
(Cohen et al., 2005). For example, ICTs are used 
to collect and organise data relating to child care 
and voting registries. At the local level, indirect 
ICT policies often contribute to the one-way 
information dissemination and service delivery 
focus of e-government initiatives, as these types 
of functions offer councils the greatest chance 
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of economic gains. Local applications may in­
clude using a website to provide information on 
services and upcoming events, offering online 
mechanisms to lodge planning permits, and 
enabling e-commerce transactions to pay rates 
and registrations. But indirect ICT policies also 
enable local governments.to develop their public 
policy-making and local democracy roles. Using 
the Internet to provide, for example, discussion 
forums on key issues, guidance for community 
groups and projects, and increased information 
and feedback surrounding local developments 
are all ways that local governments can facilitate 
greater participation in public policy-making to 
enhance local democracy. 
Figure 1 illustrates that effective e-government 
engagement mechanisms necessitate both direct 
and indirect ICT policies. On the one hand, gov­
ernment policies should support ICT development 
to enhance infrastructure and address problems 
related to civic adoption and use of new technolo­
gies. On the other hand, governments need to use 
. ICTs to develop their policy processes. In this 
regard, ICTs increase information dissemination 
and provide new citizenship practices that create 
a sense of connection between representatives and 
citizens. In other words, participatory e-govern­
ment requires the provision of ICT infrastructure, 
ensuring citizens can access and use ICTs, and 
providing opportunities for citizens to participate 
in policy discourse through ICTs. Taking such a 
dual focused approach to ICT policy-making -
using policies to support ICTs and using ICTs 
to support policies - offers governments the best 
chance for successful e-government engagement 
mechanisms. 
While localities provide a strong basis for e­
government policy development, there are many 
factors that inhibit local government !CT-related 
policy-making. Constraints include a lack of 
recognition of the relevance of ICTs for govern­
mental processes, uncoordinated initiatives, 
failure to recognise strategic goals, an inability to 
Evolving Local E-Government 
Figure 1. Linking JCT policies and e-government (Adaptedfrom Freeman, 2012) 
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transfer visions into plans of action, a lack of 
proactive behaviour by local governments, and 
insufficient ICT education amongst policy­
makers (Cohen et al., 2005; see also Chen, Gibson, 
Lusoli, & Ward, 2007). Additionally, e-govern­
ment principles are often not embedded in local 
government processes, which may result in little 
emphasis on online participation (Damodaran, 
Nicholls, Henny, Land, & Farbey, 2005). These 
issues can lead to ad hoc ICT policy-making at 
the local level (Cohen et al., 2005). 
E-GOVERNMENT IN THE
AUSTRALIAN FEDERAL CONTEXT 
ICTs hold promise for new methods of civic 
engagement, but the issues outlined above must 
be addressed if local governments intend to adapt 
existing online service delivery practices to suc­
cessfully include civic participation in policy­
making. Here, national policies could offer local 
governments assistance with the development of 
participatory online practices. The following sec­
tion outlines e-government policies and initiatives 
at the federal level in Australia and highlights 
their impact on the participatory nature of local 
e-government.
Australian federal e-government policy initiatives 
illustrate that the government has long recognised 
the need to incorporate participatory online 
practices into its operations. However, there is 
currently a disconnection between the engage­
ment ideals, strategies and goals set by the Federal 
Government and the actual implementation of 
two-way participatory e-government features. 
Federal initiatives instead reinforce a wide-spread 
governmental approach towards ICT use in Aus­
tralian public sector operations, which privileges 
one-way information dissemination and simple 
service delivery functions over spaces for online 
discourse and deliberation. 
Policy developments in communications 
infrastructure, online service delivery, and civic 
engagement demonstrate a commitment to e­
government. Examples of past strategies include 
Australia's Strategic Framework for the Informa­
tion Economy 2004-2006: Opportunities and 
Challenges for the Information Age (Department 
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of Communications, Information Technology and 
the Arts (DCITA), 2004), which identified four 
broad objectives, four strategic priorities and six­
teen associated strategies designed to provide "the 
policy platform needed to address new challenges 
to Australia's position as a leading information 
economy" (DCITA, 2004, p. 5). Better Services, 
Better Government: The Federal Government's 
£-Government Strategy (National Office for the 
Information Economy (NOIE), 2002) focused 
on citizens and proposed strategies to achieve 
greater efficiency, ensure convenient access, 
build user trust, and enhance citizen engagement. 
Australia's National Broadband Strategy (NOIE, 
2004) concerned the coordination of broadband 
infrastructure availability across different levels 
of government. 
Similarly, current infrastructure developments 
under the National Broadband Network are in­
tended to provide ubiquitous, high speed broad­
band to all Australian premises. Connections of 
at least 12 megabits (and up to 100 megabits) per 
second will be offered to 93 percent of households 
through fibre optic infrastructure, with the remain­
ing areas covered by fixed wireless an� satellite 
technologies (see Comer, 2010; DBCDE, 2011; 
Given & Watkins, 2010; Tucker, 2010). However, 
the cost of accessing NBN infrastructure will be 
determined by retail providers, which may inhibit 
civic adoption and use. National coordination 
helps to ensure broad application of initiatives 
throughout the country, but the implementation 
and effects of such developments are distinctively 
local. This observation reinforces the suggestion 
that policies need to be explicit in recognising 
localities as the primary setting for implementa­
tion (Bradford, 2008; Chanan, 1997). 
While the Australian Federal Government has 
introduced several e-govemment related policies 
and strategies over the past decade, these have 
had negligible impact on online operations in the 
different tiers of Australian government: "there 
remains a vast mismatch between electronic 
government as it actually is and as it is vividly 
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imagined" (Thomas, 2004, p. 270). This mismatch 
raises the question of why the Federal Govern­
ment's e-government policies and strategies are 
not leading to effective action. To assess this ques­
tion, initiatives under the Federal Government's 
e-government strategy, Responsive Government:
A New Service Agenda (Department of Finance
and Administration, 2006), will be examined. This
document was selected because it is the most recent
Australian policy specifically for e-government
and, unlike the documents mentioned above, it
addresses both direct and indirect approaches
including the need to improve existing infrastruc­
ture, service delivery and online civic engagement.
It outlines issues, such as security and privacy,
which hinder e-govemment advancement, and
provides key priority areas for development with
subsidiary strategies within each area. Overall,
while the document's title appears to assume that
responsiveness is related to service provision, the
e-government strategy offers a basic framework
fore-government implementation and encourages
online engagement with government. To achieve
this engagement, the Federal Government created
principles to support a consistent experience for
citizens communicating with governments online.
Principles for ICT-Enabled 
Citizen Engagement 
The Federal Government's Principles for JCT­
Enabled Citizen Engagement identifies "the po­
tential to further promote a culture of democratic 
decision-making in Australia" (Department of 
Finance and Administration, 2007, p. 2). Eight 
online engagement principles were established 
from research on existing national and interna­
tional principles and with input from representa­
tives from all levels of Australian government. No 
indication is, however, provided by the government 
as to the form of representative input, how it was 
taken into account, and which other countries' prin­
ciples were considered. The Federal Government 
recognises in the document that some government 
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bodies have limited financial resources to engage 
citizens online. Subsequently, the principles are 
meant to act only as a "best practice guide for 
agencies wishing to engage with citizens using 
Information Communication Technology (ICT) 
as part of their policy making processes" (Depart­
ment of Finance and Administration, 2007, p. l). 
The principles are (Department of Finance and 
Administration, 2007): 
1. Commitment;
2. Community Focus;
3. Community Capability and Inclusiveness;
4. Mutual Respect, Confidence and Trust;
5. Interactivity and Flexibility;
6. Responsibility and Accountability;
7. Security and Privacy; and
8. Evaluation and Efficiency.
In general, these principles seek to enable 
two-way, responsive partnerships between gov­
ernments and citizens through information ac­
cess, knowledge sharing, and discussion. They 
recognise the need to facilitate broad involvement 
that reflects the diversity in citizen capabilities, 
locations, and socio-economic circumstances. It 
is furthermore suggested that community consul­
tation is strengthened by informing citizens how 
their input is used in government policy-making. 
These processes require corresponding privacy 
protection, information security and identity au­
thentication measures that comply with relevant 
legislation (Department of Finance and Admin­
istration, 2007). 
These principles were designed as a guide for 
all levels of government to use when developing 
participatory e-government practices intended 
to strengthen community consultation and input 
into policy-making. However, as a best practice 
guide only, there are no explicit policies in place 
that require government agencies using ICTs to 
adhere to the principles. Without any binding 
obligations towards e-engagement, there is also no 
assurance that government ICT use will promote 
Australia's democratic decision-making culture, as 
the preamble to the principles suggests. As high­
lighted earlier, many Australian local governments 
prioritise service delivery in their e-government 
practices, which suggests that the federal docu­
ments are having little effect on locales. Moreover, 
while these principles were developed under the 
Federal Government's "online engagement with 
government" objective of its e-government strat­
egy, many of the online initiatives implemented at 
the federal level do not actively engage citizens in 
two-way communications practices that promote 
ongoing dialogue. Instead, federal initiatives 
predominantly focus on further development of 
online service delivery mechanisms. 
The Australian Government 
Entry Point 
Under the e-government strategy, the Federal 
Government developed an online service point 
(australia.gov.au). This website provides the con­
text through which the government addresses many 
of the priority areas set out in its e-government 
strategy, and offers a space for civic connection 
with government. The purpose of the entry point 
is to consolidate departmental websites to offer a 
streamlined online presence that simplifies access 
and use for citizens (Department of Finance and 
Administration, 2006). The website was to be 
designed to enable citizens to conduct transactions 
with various government departments without 
needing to reconfirm identity, simultaneously 
update citizen details across agencies, and provide 
pre-filled forms for improved service delivery. In 
May 2007, over AU$42 million was allocated to 
develop the online entry point (Turner, 2007). 
The website currently allows citizens who 
register to log on to utilise customised settings, 
such as search topics and locations. It contains 
links to numerous government department web­
sites, blogs, and publications, and is undergoing 
continual development. It has a 'Have Your Say' 
page on public consultations administered by 
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different departments. However, the majority of 
these links to public consultations possess only 
limited two-way communication facilities, such as 
requests that individual submissions be posted or 
e-mailed to the government department. Moreover, 
it is government departments that retain control 
over the issues raised in these public consulta­
tions, meaning citizens are unable to create and 
participate in their own discussion topics. 
While it is commendable that the Federal 
Government's on line entry point makes citizen 
access to government information easier, the 
website does not currently enable advanced civic 
engagement processes or new forms of participa­
tion in policy discourse. Instead, the entry point 
provides an alternative means for citizens to carry 
out transactions with government departments. 
The website therefore reflects the service deli very 
focus of most e-government initiatives and under­
standings (Freeman & Hutchins, 2009), and partly 
contradicts the government's own principles for 
online engagement. If the Federal Government 
is unable to articulate the differences between 
service delivery and civic engagement clearly in 
its e-government practices, then it should �ome as 
little surprise that other tiers of Australian govern­
ment appear to neglect online civic engagement 
mechanisms. 
Government 2.0 Taskforce 
The Australian Federal Government recognised 
the importance of advancing online practices to 
facilitate more active citizen involvement when it 
launched the Government 2.0 Taskforce (gov2.net. 
au) in June 2009. The taskforce was assigned the 
duty of investigating how the government could 
facilitate better services and greater engagement 
through the Internet's Web 2.0 capabilities. After 
six months of research, including the use of online 
public sphere forums and road shows, the task­
force released a report to the government entitled, 
Engage: Getting on with Government 2.0. The 
report provides thirteen recommendations for the 
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Federal Government to adopt when developing its 
online practices. The central recommendation was 
the need for: "A declaration of open government 
by the Australian Government" (Government 2.0 
Taskforce Report, 2009, p. xvii). In an increasingly 
common refrain, this recommendation empha­
sised the value of government transparency and 
citizen involvement in policy-making to facilitate 
a healthy democracy. It was also recognised that 
such reform must take place at all levels of govern­
ment (Government 2.0 Taskforce Report, 2009). 
In May 2010, the Federal Government pro­
duced a report in response to the taskforce's 
suggestions. The government agreed with the 
taskforce's central recommendation that it was 
desirable to change the culture of government to 
promote greater participation in Australia's de­
mocracy (Government Response to the Report of 
the Government 2.0 Taskforce, 2010). A Declara­
tion of Open Government was subsequently issued 
on 16 July 2010 to demonstrate the government's 
commitment to an open government, based on a 
culture of engagement that enables better access 
to and use of government information, sustained 
through innovative technology use (Department of 
Finance and Deregulation, 2010). The declaration 
offered three key principles to support an open 
government: informing, engaging, and participat­
ing. This citizen-centric approach is a promising 
development for the future of e-government in 
Australia. 
Since the release of the government's report, 
there has been little emphasis placed on develop­
ments to actively engage citizens online. In part, 
this is likely due to the media silence following 
the report's release, as the Declaration of Open 
Government was announced the day before the 
2010 Australian Federal Election was called. 
While the election provided an opportune occa­
sion to capitalise on open government to connect 
with citizens, the major political parties employed 
only limited use of online participatory tools in 
their election campaigns. While they offered the 
veneer of Web 2.0, there was little actually oc-
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curring behind it (Stilgherrian in Funnell, 20 l 0). 
Even the two-way features that were utilised by 
candidates were often restricted and failed to 
facilitate any form of ongoing dialogue. Macna­
mara (20 l 0) highlights that between the 2007 and 
2010 Australian Federal Elections, use of online 
activities by federal politicians more than doubled. 
However, this use was heavily restricted to the 
broadcasting of messages, with negligible op­
portunities for two-way consultation and a lack of 
responsiveness by politicians (Macnamara, 20 l 0). 
This type of Internet use has not advanced from 
the 2007 election, in which politicians frequently 
failed to use the interactivity features of Web 2.0 
tools. Instead, political parties and their politicians 
chose to restrict dialogue by, for example, turn­
ing off options for comments or limiting public 
access on sites to supporters only (Macnamara, 
2008). It was predominantly citizen-run websites 
that facilitated increased interaction and political 
participation (Macnamara, 2008). Changing the 
culture of government to be more receptive and 
responsive to online citizen participation is there­
fore unlikely to occur in the short-term. 
The taskforce and declaration are important 
steps forward for e-government in Australia. 
Commitment to action is, however, dependent 
upon the willingness and ability of political rep­
resentatives to support new forms of engagement. 
Collins (2010) notes that the will and capacity for 
governmental change will require broader reform 
of government operations, such as discontinuing 
the practice of blocking access to many Web 2.0 
tools like Twitter. Moreover, effective e-govern­
ment requires ongoing research and development, 
with online initiatives continually updated to suit 
changes in the communicative environment; a 
point overlooked by the six-month operation of 
the Government 2.0 Taskforce. Also noteworthy 
is that the government's declaration responds 
to recommendations, meaning essentially there 
is no new policy here that ensures commitment 
to action across the different tiers of Australian 
government. In essence, the Federal Government 
has done little to guarantee the actual develop­
ment and implementation of mechanisms that 
facilitate new forms of two-way civic participa­
tion. The provision of effective policy frameworks 
requiring action and implementation is therefore 
a fundamental problem inhibiting Australian e­
government development. 
A COHESIVE E-GOVERNMENT 
POLICY APPROACH 
The above observations highlight that, while fed­
eral documents stress the concept of online ci vie 
engagement, current e-government practices are 
predominantly limited to one-way information 
dissemination and service delivery applications. 
There are, however, many factors that inhibit the 
development of participatory e-government at 
the federal level including, for example, issues 
of scale and manageability (Jimenez et al., 2012). 
As previously highlighted and as recognised by 
the Australian Federal Government (DBCDE, 
2011 ), local governments offer a key space for the 
development of online engagement opportunities. 
Despite this, there are no explicit federal require­
ments for local e-government development and, 
similarly to federal initiatives, Australian local 
governments are prioritising online information 
dissemination and service deli very practices. 
This suggests that the current policy framework 
is having little effect on the development and 
implementation of participatory e-government 
at the local level. 
There are, however, some joint direct ICT 
policy initiatives that are likely to produce posi­
tive outcomes in the long-term. For example, the 
company (NBN Co.) responsible for coordinat­
ing broadband infrastructure development under 
the Australian Federal Government's NBN has 
recognised the importance of utilising local 
knowledge. To achieve optimal rollout results, 
NBN Co. is collaborating with local governments 
regarding site selection and deployment ( see NBN 
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Co., 2012). This approach enables NBN Co. to 
take into consideration factors such as existing 
infrastructure, proposed developments and growth 
corridors, and the connection speed already avail­
able in particular areas. 
The ·Federal Government is attempting to 
address ICT skill inequalities through its Digital 
Communities program. The government will invest 
AU$23.8 million over three years to establish 
digital hubs in the 40 communities that received 
NBN infrastructure in the initial rollout stage. In 
these hubs, citizens will be able to receive training 
to develop digital literacy skills (DBCDE, 2011). 
Additionally, under the Federal Government's 
Digital Local Government program, the local 
governments representing these 40 communities 
can also apply for competitive funding to develop 
online services. Eligible councils will receive a 
maximum of AU$375,000 for proposals and must 
contribute at least a quarter of the total project cost 
to gain funding ( cash or in-kind) (DBCDE, 2012). 
This federal program emphasises the importance 
of these local governments developing replicable 
and scalable online services that other local 
governments can adapt (DBCDE, 2012). Here, 
it may be useful if the Federal Government facili­
tated coordination between local governments to 
maximise knowledge and resource use. Moreover, 
.greater federal guidance in terms of the types of 
practices that should be developed will reduce the 
risk of local governments with limited knowledge 
and skills paying for ineffective or inappropriate 
initiatives (see Bertot & Jaeger, 2006; Horrocks, 
2009). It should not be assumed that the issues 
faced by local governments as outlined earlier, 
such as failure to recognise strategic goals and 
insufficient ICT education amongst policy-makers 
(Cohen et al., 2005), have been overcome by ac­
cess to improved infrastructure alone. Additional 
federal assistance may aid in reducing the impact 
of these types of issues. 
These examples highlight various degrees of 
federal and local coordination surrounding infra­
structure development, enhancing ICT adoption 
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and use, and advancing local online services, 
which are important steps forward for local e­
government. There is no doubt that these types of 
initiatives are needed in order to advance online 
engagement, but the current focus of these projects 
again appears to be on creating more efficient ser­
vices rather than facilitating explicit opportunities 
for two-way digital participation. It will be difficult 
to increase online civic engagement throughout 
the country, as desired by the Federal Government 
(DBCDE, 2011), without more detailed indirect 
ICT policy guidance and support to shape the 
provision of such opportunities. 
In their evaluation of e-govemment policy 
approaches in the United Kingdom (UK) and the 
Netherlands, Flowers, Tang, Molas-Gallart, and 
Davies (2006) found that the UK's top-down model 
offers a framework for development, with "general 
points of reference to frame and support specific 
initiatives developed closer to the context of ap­
plication. In the absence of such generic guidelines, 
local initiatives may lack the necessary political 
and financial support to achieve their objectives" 
(Flowers et al., 2006, p. 78). This chapter suggests 
that to meet the Federal Government's goal of 
having four out of five Australians choosing to 
engage online by 2020, with local governments as 
key contexts in which to drive digital engagement 
(DBCDE, 2011 ), greater guidance is needed than 
what is provided by the current policy framework. 
In addition to general strategy documentation, 
specific recommendations would assist local 
governments in developing online practices that 
facilitate citizen participation in policy-making. 
This does not necessarily mean that all Australian 
local governments would comply with additional 
recommendations in federal policy, but it would 
offer starting points and support, or the building 
blocks for development. 
A governmental strategy that combines fed­
eral and local knowledge, while using policies 
to support ICTs and using ICTs to support poli­
cies, would be beneficial in the advancement of 
e-government engagement. This coordinated
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approach offers guidance and support to local 
governments to increase the likely success of 
new participatory opportunities, and draws from 
local knowledge to develop the most appropriate 
opportunities for citizens and locales. Proximity 
matters in the development and implementation of 
policies and practices aimed to enhance participa­
tion and ensure democratic legitimisation (Borja 
& Castells, 1997). Local governments are well 
positioned to develop targeted initiatives as they 
are able to identify and address obstacles likely to 
hinder e-government progress in particular areas, 
which will vary depending on the type of online 
initiative, specific locales, government bodies, and 
citizens' needs. Local knowledge about citizens 
and infrastructure requirements can be utilised by 
national bodies to optimise policies and implement 
more effective, appropriate, and integrated devel­
opments aimed at enhancing ICT infrastructure 
and use (see Goggin, 2003; Wilson et al., 2011). 
As communication infrastructure developments 
lie beyond the control of local governments in 
Australia, conveying local knowledge is vital 
to ensure effective use of federal resources. In 
other systems of government, however, many 
local authorities take a more active role in initia­
tives that aim to improve ICT infrastructure and 
eliminate access and skill inequalities (see, for 
example, Wiklund (2005); Mossberger, Tolbert, 
& McNeal (2008); Aurigi (2005)). In Australia, 
integrated policy frameworks would be useful 
when developing e-government engagement proj­
ects in order to promote long-term sustainability 
of citizen-centric practices. 
FUTURE DIRECTIONS 
ICT policies are necessary to guide e-government 
and ensure effective use of resources when imple­
menting citizen-centric practices. This chapter 
suggests that, within Australia, there is a need 
for greater coordination of e-government policy 
between federal and local governments to facilitate 
the development of online practices that enable 
civic participation and engagement. Such an ap­
proach has been undertaken elsewhere, which 
offers Australia and other countries seeking to 
advance e-government policy and practice an 
opportunity to draw from existing experiences. 
The UK, while a different system of government 
to Australia, offers one such example of a coor­
dinated approach to e-government. 
Under the UK's two-tiered, unitary system of 
government, central government documentation 
such as the National Strategy for Local £-Gov­
ernment offers a common framework with broad 
contexts and requirements for development. This 
approach privileges local authorities creating their 
own online initiatives to suit local priorities and 
the specific needs of their citizens, while backed 
by national resources (Morphet, 2009). Central 
government provides support to local authorities 
through, for example, supplying technical and 
legal standards, coordinating work between central 
and local governments, identifying and address­
ing barriers to development (such as skills gaps 
and training programs), and developing products 
to reduce costs for local governments (Office of 
the Deputy Prime Minister, 2002). 83 percent of 
UK local authorities indicated that the national 
strategy directly impacted on improvements to 
service delivery, and 64 percent highlighted that 
the policy influenced public engagement in local 
decisions (Downe & Martin, 2006). 
The UK approach faced many challenges 
and received criticism (see, for example, Laffin, 
2008; Birch, 2003; King, 2007; Beynon-Davies 
& Williams, 2003; Martin, 2008). Nevertheless, 
a comparison of differing policy contexts would 
enable identification of further recommendations 
and suggestions for improvement, and help to 
ensure effective use of resources in the develop­
ment and implementation of new participatory 
practices. Both positive and negative experiences 
provide useful considerations when designing a 
policy approach intended to facilitate the steady 
evolution of local e-government contexts for ci vie 
engagement. 
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CONCLUSION 
Methods for online engagement are fundamentally 
shaped by the e-government policy approach 
undertaken by authorities. While there are many 
short-term struggles associated with e-govern­
ment development, particularly at the local level, 
online governmental transformations are gradual, 
ongoing processes (Senyucel & Stubbs, 2006). 
This should be recognised in both e-government 
policy and practice, and highlights why the facilita­
tion of online participatory practices necessitates 
considerable, ongoing guidance. Both direct and 
indirect ICT policies are important to enhance 
civic participation in decision-making through 
e-government. Combining these types of policies
facilitates access to ICTs, helps citizens develop
appropriate digital skills, and assists governments
to provide relevant content and spaces for civic
participation and engagement. It is� however,
worth noting that problems of civic engagement
cannot be solved through policy alone (see Simone,
2010). Rather, strong policies facilitate and support
more effective implementation of infrastructure
and services, and shape how civic inv<?lvement
influences policy-making.
At present, limited policy guidance for Aus­
tralian local e-government is resulting in the au­
tonomous development of ad hoc initiatives that 
predominantly reiterate the service delivery role 
of local governments. While several authorities 
have implemented or are experimenting with par­
ticipatory e-government practices, these often lack 
policies guiding online content and applications. 
Improved opportunities for local online engage­
ment require more effective policy frameworks. 
National guidance is useful in the provision of 
resources for improved infrastructure, and to 
educate and assist local bodies when developing 
online spaces for civic participation in decision­
making to bolster local democracy. Initiatives like 
the NBN, Digital Local Government program, and 
Digital Communities bring promise of greater 
e-government engagement. But, like previous
132 
Evolving Local E-Government 
schemes that have stressed engagement, these 
federal-local government developments follow 
a predominantly service deli very trajectory. The 
problem lies in transforming visions of engage­
ment into solid courses of action. In order to 
achieve e-engagement goals, there is a need for 
federal and local governments to more effectively 
intersect and develop an integrated e-government 
policy relationship to produce optimal online op­
portunities for civic participation and connection 
with representatives. 
Jaeger and Thompson (2003) highlight that 
in order "to achieve effective e-governance, the 
different levels of government in a nation must 
work in cooperation to develop and implement an 
e-government strategy" (2003, p. 391). In Aus­
tralia, federal policies, strategies, and principles
address direct and indirect ICT policy approaches
to e-government and are designed to encourage
civic participation. However, challenges to the
facilitation of online civic engagement remain.
These include: providing specific recommenda­
tions and support to local governments on how
to develop e-government practices to achieve the
online engagement ideals portrayed in federal
policy; encouraging local governments to realise
the worth of utilising federal guidelines; and ensur­
ing federal initiatives consider the needs of locales.
This chapter suggests that greater coordination 
of e-government policy and practice would benefit 
the development and implementation of civic en­
gagement strategies. Participatory e-government 
practices are becoming increasingly important, 
particularly as opportunities for collaboration and 
exchange become more pervasive through Web 
2.0 tools. A symbiotic approach to online citizen 
participation and engagement - combining fed­
eral guidance and support with local knowledge 
while using policies to support ICTs and using 
ICTs to support policies - promotes long-term 
sustainability of citizen-centric e-government 
practices designed to meet the needs of citizens 
in their locales, and provides thorough support for 
e-government engagement mechanisms.
Evolving Local E-Government 
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KEY TERMS AND DEFINITIONS 
Citizens: Individuals with the political right 
to reside in a region, vote and be represented by 
a government. 
Direct ICT Policy: Policies with goals that 
specifically relate to ICTs, such as infrastructure 
development and educational programs to enhance 
adoption. 
E-Government: Use of information and
communication technologies as the interface for 
government-citizen communications. 
Engagement: The active involvement of 
citizens in political issues, with the capacity to 
exert influence on government decision-making. 
ICTs: Information and communications 
technologies that combine computing with tele­
communications, such as the Internet and World 
Wide Web. 
Indirect ICT Policies: Policies that intend to 
use ICTs to achieve goals that do not specifically 
relate to the technologies, such as data collection 
and organisation, information dissemination, or 
deliberative forums. 
Local Government: An administrative level 
of government concerned with the civic affairs 
of a designated region. 
Participation: Citizens' political involvement 
with government. 
